OFFICE OF THE POLICE AND CRIME COMMISSIONER
FOR HUMBERSIDE
DECISION RECORD
Decision Record Number: 03/2017

Title: Victim Surveys

Executive Summary:
Report on options for Victim Surveys submitted.

Decision:

(a) Continue with current Victim Satisfaction Survey approach for a period up to 12
months (from July 2017), with break-clause after 12 months. This will require re-
tendering of the contract along with the three other Yorkshire & Humber forces.
Kayleigh Dervey from Humberside APT to be put forward as the lead on regional
co-ordination of this approach;

(b) Continue with current ASB Victim Satisfaction Survey approach (linked to (a)
above);

(c) Officers of Humberside APT to develop in-house ‘proof of concept’ for internal
surveys and minor crime surveys through a SNAP Survey solution — cost of this
agreed for two licences (£990 p.a.), web-hosting (£495 p.a.) and custom URL (£150
p.a.) [Total cost £1,635 p.a.];

(d) Officers to consider development of future victim survey work in line with
development of the PCC and Force Delivery Plans over the coming months. Future
options for new victim service commissioning to also be considered — whether a
future contract could include victim survey of their experience with the police and

other agencies, and
(e) Continue to utilise the services of Leicestershire Constabulary for the DA Survey.

[ Background Report: Open [

Police and Crime Commissioner for Humberside

| confirm | have considered whether or not | have any personal or prejudicial interest
in this matter and take the proposed decision in compliance with my code of conduct.

Any such interests are recorded below.

The above decision has my approval.

Signature Date 04.01.17

-




VICTIM SURVEYS:
BRIEFING FOR PCC ON POTENTIAL WAY FORWARD FOR OPCC AND FORCE

VICTIM SATISFACTION SURVEY

The Home Office has been making a lot of noise since earlier this year about the current Victim
Satisfaction Survey not being continued as a Home Office ADR (Annual Data Return) from April 2017.
Unfortunately, as yet, they have put nothing in writing and now appear ‘distracted’ by bigger issues
(Brexit, new Home Secretary, etc). In reality, victim surveys are probably way down on their radar.
Her Majesty’s Inspectorate of Constabulary (HMIC) want the victim satisfaction survey to continue
and definitely want forces to show they are cognisant of it in their actions. What has materialised in
recent weeks is that most forces are confused as to whether the surveys are continuing or not.

The Assurance and Performance Team (APT) have discussed with the 3 other regional survey teams
(North, South and West Yorkshire) - with who we share a regional survey contract with using SMSR -
about what we do going forward; change crimes, change survey, continue as is, and there is no real
consensus. Although discussions were useful, we have set up a regional working group which will
meet again late January 2017 to share best practice.

It is now getting too late in the programme to make major changes by April 2017, especially with new
systems (Connect/Smart Contact) coming online soon after, which is a key focus of the APT.

Current Options

it was suggested to the DCC a few weeks ago that we maintain the Victim Satisfaction Survey ‘as is’
for the next 12 months (until sometime between April-June 2018), much as we have until now heen

mandated to do. The key reasons for this are:

e Gives us stability/consistent data during a period of intense informational change for the Force.
e Allows potentially 12 months to get national clarity and plan a better approach —look at what we

might want to do instead.

e Takes the ‘waiting game’ with the Home Office out of the equation; if they leave it same, we are
okay, if they drop it, we are still doing a survey which HMIC/others still request information on.

e Is the approach Durham Constabulary have committed to — they are one of the best for Victim
Satisfaction and share the opinion that it gives time to plan for ‘what next’.

The DCC recently agreed on the above as a prudent course of action.

The contract with SMSR for the four regional forces is due to end in July 2017 — it has already been
extended so cannot be again, without getting several full quotes. Currently the OPCC holds the budget

for this survey, which is around £24,000 p.a.

It was agreed with the other three regional forces that we would all try and get a quote below the
£50,000 threshold, avoiding a full tendering exercise. It was also agreed that a ‘break clause’ should
be built in to allow us to stop/change the survey should the Home Office decide to stop. South
Yorkshire are, on our behalf, exploring this approach with Regional Procurement.



Future Suggestions

Should the Home Office ADR be dropped from April 2018, we could utilise our budget in better
ways to determine victim satisfaction/issues, including:

e Consider utilising the supplier of victim services locally to undertake surveys in future —
how feasible would this be?

e Continue ‘asis’—noreal advantage, as other forces will be changing their approach and/or
crime types/questions, so cannot compare.

e Undertake a similar survey but change crime types to get a better feel of a wider range of
victims.

e Drop the survey in its entirety and utilise the budget elsewhere, possibly on victim services
(but mindful of HMIC views on their use of these results).

e Utilise another forces’ survey expertise, rather than a private survey company - this would
potentially allow for more surveying around vulnerable crime types.

e Relyonon-line surveys for more ‘minor’ crime types or to obtain the views from all victims
(rather than dip-sample).

DOMESTIC ABUSE (DA) SURVEY

This survey is a statutory requirement (and has been since October 2016). OQur local survey
requirements were running in May 2016 and the results are already widely utilised by the Force.

It is currently undertaken on a 12-month contract (£6,000 p.a. max}, utilising the survey bureau at
Leicestershire Constabulary. This approach was taken primarily due to the sensitivity and complexity
of the survey and the expertise of Leicestershire Constabulary, who had a proven record of following
the Home Office requirements. They have since taken on the DA survey role for over 20 forces.

We will have to review/renew/re-tender this contract again from April 2017.

There is potential to utilise the skills and expertise of Leicestershire Constabulary in order to expand
surveys into other vulnerable areas, as they force have the training, skills and remote access to deal
with these. Utilising an external company could be problematic for these surveys.

SNAP SURVEY

A recent visit to Durham Constabulary has identified that they are looking to renew their approach to
Victim Satisfaction Surveys. For the next 12 months they will be keeping the current mandated one
for consistency, but they will then be looking to expand the ‘lesser’ perceived crime/incident types,
such as Criminal Damage, ASB, Theft, etc. via an on-line survey approach using a tool called SNAP.

The main survey budget will then be spent on surveying the more vulnerable victims.

Currently Humberside Police/OPCC cannot conduct internal/external surveys without using external
suppliers. There is currently only a small demand for this service which did not justify the cost of the
previous Formic software licences and scanner equipment — they were removed within the last 12-18
months (they cost in excess of £14k with the software licences and scanner).

Following discussions with the other three Yorkshire forces, it appears they use SNAP to a greater or
lesser degree, as follows:



e North Yorkshire: used for everything except the victim satisfaction survey (currently use SMSR),
including the OPCC community survey and other ad-hoc surveys.

e South Yorkshire: successfully used for small external Snap surveys and internal surveys.

e Waest Yorkshire: used for all internal surveys. The survey manager would like to use it externally,
but IS firewall restricts this.

South Yorkshire currently have two basic licences for SNAP Professional v11 (circa £600 p.a. each) and
subscribe to SNAPs web host for 6,000 returns p.a. for £200. These are special rates for being a loyal
long-term user. Their current subscription expires in April 2017.

The SNAP software appears to offer the OPCC and Force the flexibility to conduct small
internal/external surveys for minimal cost and training. Initially, our suggestion (as a trial) would be
to purchase two licences (£990 p.a.), web hosting for up to 10,000 responses (£495 p.a.) and custom
URL (allowing the surveys to run through the PCC and/or Force website) (£150 p.a.).

In future, if the approach is deemed successful, there is an enterprise edition (£7,995 p.a.) which gives
unlimited licences, 100,000 responses and/or hosting on our own server (this would need
consideration by IS), fully branded URL, mobile users, branded survey templates, etc. Also thereisa
scanning module (£995) which allows paper surveys to be used and easily scanned in (which could be

useful for internal surveys).

This approach would allow a large number of the surveys (excluding the vulnerable victim surveys) to
potentially be run on-line through this system, with a possible significant saving in cost and
improvement in service — although some staffing overhead maybe required to run surveys depending

on volumes.

Possible risks

e Mainly on-line versus current telephone based (paper surveys can be used for non-computer

users, but incurs further costs).
e May miss certain defined groups (lack of online access) — could be semi-resolved with a paper

survey, although return levels could be low.
e Could skew results compared to current telephone victim surveys — but this would reduce over a

period of time.
e |t could increase demand for one-off internal/external surveys, with associated costs.

Possible gains

e Savings in survey costs, which could be re-focussed into vulnerable victim surveys, for example.

e Could allow the Force to undertake internal/external focused surveys.

e Could allow ALL victims to be surveyed by providing on-line survey access (via the HUB?) rather
than just a dip-sample.

e Could allow the OPCC to have tailored/flexible ‘community’ surveys — multiple/variants?

e Could allow the OPCC to have a targeted ‘Community’ Survey — focus on more deprived areas for
example.

e Re-skill/refocus APT and OPCC staff.

e Ability, with sufficient training/investment, to undertake a service on behalf of other organisations
for non-vulnerable areas.

Paul Wainwright and Richard Gray
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Desktop Snap Professionsl: (nstalied on your desk1op 1oy the questionnaire design, publishing and analysis of
web, mobile and paper surveys. Creating Lully branded surveys with multiple guestion types, saphisticated routing
and engaging feature such & shiders, pictures and medis clips. Analyse the results with tables, chatsand
5t stistics. Apply filters, scores and waights. Use Snap's summary reporting of create more advanced Sman

Subscription Service
Prices stated below per annum

E695 pes annum for 1t User
295 per annum for each additional user

dmciuds amar e Walvhosd Account par enaem sich 1000

Enterprise
£7995+VAT per annum

Unlimhed Snap Prolessional Deskops

fied d inler viewers and the 1emarchet via Snap WebHait, our online sutvey management service.,

mobile device

Reports which can be spiit by departments, arem etc. raplies fane par cantomer }
Snap WebHost: Once you have designed your survey in your Saap Prolessionsl, you upload it to your WebHost OFTION1 OPTION 2
which will host, deploy and gathes participant resp online. WebHost will also manage emall invites, Stetription SErie: Up 1o 100,000 One instaliation of
inders and quotss and includes automated analysis 1o show reslts in real time. £150- Up to 500 responses pa WebHost responses Snap WebHast
245 - Up to. 1,000 rexg P per snumon the {hasted on your own
IThe subscription service is hostedon Saap senvers in the LK £395 -Uip 1o 5 000 reponsac pa WebHost Subscription | server) with unkimited
[The Server Instalation i hodled on your o senwers. ER95 2 Up 0 10,000 respossas. g Service (more Responses and
#9395 - Up l0 25,000 sesponkes p i responies svaitsble at Invitations
£1595 - Up 10 50,000 responses pa & additionsl cosy)
Limit of 40,000 inviLations. per sufvey
ebHost Concurrent Researcher Login - Allows you to have additional resear dhers logged into a single WebHodt
#t any one time, and aliows them 1o upload sutveys and have the same rights and the original researcher,
[WebHost Anslysis Associste Login - 1ot intemai or extemal clients and staft 1o view, print snd manipuiste £30per annum per login Uk mived
Jcotedual red 4ime reponts and analysis
Host options: customi RL writh
[Wab nt i Yo clm s Beyoul yioeey U Ekhes Custom URL: £150 per annum Custom URL: included | Fully Branded URL
Custom URL -using ouf generic domain ¢ g Your Name resesr cileedbaciunet Fully Branded URL: £1000 for 2 " : .
Fully Branded URL - using your domain name e.g. sutveys. Your Organiation. cam *y LA fully &::M URL: = o
Both options include SSLcentificate Hloog e e moniedtiaie
Snap Mobdz Anywhere & the keading edge cross platfor m mobile inter viewi ng sdition far iPhone, Pad and iPod
touch, Windows and Android devices. Snap Motsile Anywhere enables & flow ofinkrmation in real time between |£6) per annum for each mnnection to 2 Uyl et

Snap Scanning Add-on Module enables users of the standalone professional o scan in completed tick bax paper
Guestionnsires (both single s1d double sided paper scanning & supporled). Snap Seanning will war k with mat
dacument scanners that oeate 4 TIFF images, support industry standard driver [155) snd connections (USE of
SCSH) and is 2 manimum of 300dpi.

Licensing for the Seanning Add-on module is far individual PC's,

Branded Survey Template and custom guestion kbrary - by Research Services

£995 per annum per Standalone
{1 Desktop Profesnnalrequred per wmer]

£835 - loz & WebHost and Paper Template

935 per annum per Standalone

Included

Access to Helpdesk Support for lechnical help with your survey via telephane or emal and online resources,
including: guides, worksheets, and videos, a3 wel 2s free software upgrades.

Included free of derge

Imduded

Sche duled Training Courses in London, Bristol or onkine

Reduced to L10C per person il bought at time
of purchase |[RRP £255-£325)

Reduced 10 E10C per person #f bought t time
of purchase RRPL2554£325)

Onsite Training Course for 6-8 people

From £995 + Travel & [xpenses per day

From £995 + Travel & [xperses per day

Prices are exclud ng VAT and are in GBP, rot to be uted In conjunction with other ofers.

Lse of all Sofrware and Se nices a e subpert 10 Snan Surveys” Software License and Servces Agroeme i, the terms of wisch are avadabie 31 hitp) fnam uveys mmfsuney softwareficense uk).

No other e rms shafl apply.






